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Abstract 
There are numerous studies analyzing the quality of governments’ websites produced by academics, but very little 
analysis has been done regarding specific users, especially senior people. This leads the authors to evaluate the 
quality of Websites of Taiwan’s local governments in facilitating internet access to spread social relief information to 
their low-to-mid-income families. Following and modifying the model of Perez et al. (2005), the objective of this 
study is to obtain a series of indicators that represent how access and navigability the websites are. In sum, the 
friendly index (FI) is highest in the case of the Yunlin county Web page, with a friendly index value of 90 percent. 
And Tainan city Web page gets a friendly index value of 20 percent.  
© 2011 Published by Elsevier Ltd. Selection and/or peer-review under responsibility of Harbin University 
of Science and Technology 
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1. Introduction 
 One of the most important Information Technology (IT) developments is the e-government services. 
This technological revolution has also been enabling governments to promote new services better and 
faster (Shahkooh, 2009). The development of Information and Communication Technologies (ICT) at all 
levels of human life was emphasized in most countries (Perez et al., 2005). Governments have made their 
efforts to improve online service to their citizen. (Layne and Lee, 2001). Through the use of websites, 
governments make the information more publicly available. 
In Taiwan, local governments have started to facilitate internet access to deliver their information, 
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special because of high level development of information technology. As Taiwan’s higher proportion of 
the population reaches advanced ages, the number of older people who need assistance in long-term care 
rises rapidly. Based on “Regulations on Special Care Allowance for Middle or Low-income Senior 
Citizens”, Taiwanese government subsidizes special subgroups, such as the low-to-mid-income families. 
According to the request of law, the subsidy information should be discloser on websites of local 
governments.   
 There are numerous studies analyzing the quality of governments’ websites produced by academics, 
but very little analysis has been done regarding specific users, especially senior people. This leads the 
authors to evaluate the quality of websites of Taiwan’s local governments in facilitating internet access to 
spread social relief information to low-to-mid-income families.  
2. Review of literature
The Web would offer some advantages over the other format, including: (1) make information 
accessible to users at a lower and lower cost; and (2) give flexibility to the structure of the information. 
An overview of the literature published in recent years on governments' disclosure of information on-line 
reveals the lack of contributions on the elderly users.
        Shahkooh (2009) and Eschenfelder et al.(1997) provides an overview of information policy issues 
which affect federal Websites and introduces assessment techniques which federal Website designers and 
administrators could use to evaluate the design and management of their Web-based information 
resources.  
Condit and Fagan (2001) studied U.S. state legislative websites that their providing information to 
citizens useful and easily accessible or not. In conclusion, a model for an accessible, useful state 
legislative website is proposed. Later, the authors (2004) examined selected Websites for each of the fifty 
states using a program that determined the number and type of barriers posed to users of assistive 
technology.
          Huang and Chao (2001) provide an in-depth evaluation on the Websites of Taiwan’s central 
government based on the Web performance indicators. They carefully studied and coded each individual 
Website of Taiwan central governmental agencies. In light of their research findings, they provided a 
number of strategies to improve the Web design practices of Taiwanese public organizations. 
        Pereza et. al. (2005 ) observed the need for public sector entities to be more transparent in the 
information they publish and a series of technological advances that are changing the way these entities 
relate to citizens. They explored that whether public sector entities are becoming aware of the importance 
of including financial information on their Websites that citizens can use in their decision making, and 
proposed a model that will facilitate citizen access to financial information. In particular, they identified 
six key aspects of website design that can impact access to and retrieval of government financial 
information. 
3.  Methodology  
Taking into account the papers written by Eschenfelder et al. (2000), Huang and Chao (2001) and 
Condit and Fagan (2004), Perez et al.(2005) used the methodology involved identifying and evaluating 
the main aspects concerning the content and design of the Website for state financial reporting. They 
developed indexes using the digital communication model outlined previously in section three, including: 
(1) the type of financial information disclosed on-line ;(2) the presence of certain qualities that the 
financial reporting should fulfill, and (3) the effort governments have made to design Websites that are 
user-friendly. 
        Based on this article’s purpose, the authors mainly focus on the effort governments have made to 
design websites that are user-friendly. Following and modifying the model of Perez et al. (2005), the 
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objective of this study is to obtain a series of indicators that represent how access and navigability the 
websites are. And the authors use binary scale to evaluate items included, presented in a score table, to 
check whether the websites meet the requisite or not. 
4.  Results  
      
To achieve the objectives of the research study, the researchers visited the website of local 
governments in Taiwan in October 2011. (See results in Table 1).    
Beginning with “The information content is available in different languages”, all local governments 
are going way on internationalization to make the new-emigrant generation easily access to the 
information. With regards to “Web map showing the contents is available”, almost local governments 
design the friendly way for users to get the door into the information quickly.   
As for “There is electronics formats supplied for relative regulation (pdf. or doc.)” and “There is 
electronics formats supplied for application (pdf. or doc.)”, the study found that most of the website 
provide useful format, likely pdf. or doc., to make the prudent applicant understand the necessary 
conditions to meet the regulations. 
Finally, almost all the governments analyzed provide an e-mail address in addition to that of the Web 
master. In sum, the friendly index (FI) is highest in the case of the Yunlin county Web page, with a 
friendly index value of 90 percent.  
Table 1 Taiwan local government website review 
  Score Taipei 
City
New
Taipei 
City
Keelung
County 
Taoyuan
County 
Hsinchu
City
Hsinchu
County 
Miaoli
County 
Changhua 
County 
Nantou
County 
Taichung 
City
 There are 
different user 
profiles to access 
the information 
1 0 0 0 0 0 1 1 1 0 0 
Web map showing 
the contents is 
available
1 1 1 1 1 1 1 1 1 1 1
Dynamic 
dropdown list 
directing the 
contents is 
available
1 0 0 1 0 1 1 1 1 1 1 
Search engine is 
working 
1 0 0 1 1 1 0 0 0 1 1 
Numbers of click 
(>6) 
1 1 1 1 1 1 1 1 1 1 1 
There is 
electronics formats 
supplied for 
application (pdf. 
or doc.) 
1 1 1 0 1 1 0 1 0 1 1 
 There is 
electronics formats 
supplied for 
relative regulation
(pdf. or doc.) 
1 1 1 1 1 1 0 1 0 1 1 
The information 
content  is 
available in 
different 
languages
1 1 1 1 1 1 1 1 1 1 1
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There is e-mail for 
Q and A 
1 1 0 0 1 1 1 1 1 1 1 
There is message 
center for 
communication  
1 0 0 0 0 0 0 0 0 0 0 
Sum 10 6 5 6 7 8 6 8 6 8 8 
Table 1 Taiwan local government website review (extended) 
  Score Yunlin 
County 
Tainan 
City
Chiayi 
City
Chiayi 
County 
Pingtung
County 
Kaohsiung
City
Taitung 
County 
Hualien
County 
Penghu
County
 There are different 
user profiles to 
access the 
information 
1 1 0 0 1 0 1 1 0 1 
Web map showing 
the contents is 
available
1 1 1 1 1 1 1 0 1 1
Dynamic dropdown 
list directing the 
contents is available 
1 1 0 0 1 1 0 1 1 1 
Search engine is 
working 
1 1 0 1 0 0 1 0 0 1 
Numbers of click 
(<6) 
1 1 0 1 1 1 1 0 1 1 
There is electronics 
formats supplied for 
application (pdf. or 
doc.) 
1 1 0 0 1 1 1 1 0 0 
here is electronics 
formats supplied for 
relative regulation
(pdf. or doc.) 
1 1 0 1 1 1 1 1 1 1 
The information 
content  is available 
in different 
languages
1 1 1 1 1 1 1 1 1 1
There is e-mail for Q 
and A 
1 1 0 1 1 1 1 1 1 1 
There is message 
center for 
communication  
1 0 0 0 0 0 0 0 0 0 
Sum 10 9 2 6 8 7 8 6 6 8 
If M is the maximum possible score for the elements in the table, then this article set friendly index 
(FI) is calculated as follows: FI = (Score/M) x100%. From table 2, this article shows that the website of 
Yunlin County is the friendliest to the elderly in Taiwan. And the website of Tainan city gets friendly 
index value of 20 percent. Half local government websites get FI over 70, and the another half gets FI 
below 70.  
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Table 2 Taiwanese local government website friendly index 
 Taipei 
City
New
Taipei 
City
Keelung
County 
Taoyuan 
County
Hsinchu
City
Hsinchu
County 
Miaoli
County 
Nantou
County 
Taichung 
City
FI 60 50 60 70 80 60 80 80 80 
 Changhua 
County 
Yunlin
County 
Tainan 
City
Chiayi 
City
Chiayi 
County 
Pingtung
County 
Kaohsiun
g  City 
Taitung 
County 
Hualien
County 
FI 60 90 20 60 80 70 80 60 60 
5.  Conclusion  
The results of this study reveal that Taiwan local governments are not yet using the web as a means 
of improving the transparency of social relief information to the citizens. More importantly, however, as 
the Taiwan belongs to centralization system in public administrations and law making. The author think 
standardization across a number of key areas is very important. To facilitate the process of 
standardization, there is a need to develop some uniformity across reporting systems.  
Results such as that presented in this article can serve as one way to assess the way to improve the 
design of website in order to make it more easy and friendly to the elderly users. However, this study 
presents a beginning approach that provides attention on the specific users. 
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